DAFTAR ISI

HALAMAN PERNYATAAN ORISINALITAS ..o ii
KATA PENGANTAR . 1\
ABSTRAK e Vi
DAFTAR IST ... viil
DAFTAR TABEL ... Xl
DAFTAR GAMBAR ... e X1l
B A D | e 1
PENDAHULUAN ..ot 1
1.1.  Gambaran Objek Penelitian ...........coouviiiiiiiiiesecee s 1
1.2, Latar BelaKang ........coooiiiee s 2
1.3, Perumusan Masalah ... 9
1.4, Pertanyaan Penelitian ..........cccoceiieiiiiiiieese e 11
1.5, Tujuan Penelitian .........cccooveiiiiiii i 11
1.6.  Manfaat PENelitian .........ccooeiiiiiiiiee e 12

1.6, 0. PraKLIS. ..ottt 12

1.6.2. AKAEIMIS ...t 12
1.7.  Ruang Lingkup Penelitian...........cccccooviiieiiiiii e 12
1.8.  Sistematika PenuliSaN .........cccooiiiiiiiiiiiee e 13
BAB 6. 14
TINJAUAN PUSTAKA ettt 14
2.1. Teori-Teori Terkait Penelitian dan Penelitian Terdahulu ..............ccoccooeiiee. 14

2.1.1. Service QUANITY ......oveieiirieiesceeee s 14

2.1.2. TANGIDIE .o s 14

viii



2.1.2.1. Airline Tangible ... 15

2.1.2.2. Terminal Tangible ... 15
2.1.3. EMPALNY oo s 16
2.1.4. Customer SAtiSTACLION .........cccviiiieieie s 17
2.1.5. WOrd Of MOULN ......ooviiiiii e 17
2.1.6. Penelitian Terdahulu ...........ccooreiiiiiiiicee e 18

2.2. Hubungan Antar Variabel ..o 20
2.3. Kerangka PEMIKITaN..........ccoveiiieiiece e 21
2.4, HIpOtesis PENEIITIAN. .........ccueiieii e 23
BAB T s 24
METODE PENELITIAN ..ottt e 24
3.1. Karakteristik PENEITIAN.........cccoiiiiiiiieieeee s 24
3.2. Alat Pengumpulan Data ..........ccoiiriiiiiiieieie s 25
3.2.1. Variabel Operasional............cccciiiiiiiiiiiese e 25
3.2.2. SKala PenguKuran ... 38
3.3, Tahapan Penelitian ... s 38
3.4.  Populasi dan SamPpel ... 40
341 POPUIBSI...cveeiiciic e e 40
342, SAMPEL .o s 40
3.4.3.  Teknik SAmMPINgG .....ccccoeiieiiie e 42
3.5.  Pengumpulan Data dan Sumber Data ..........cccoovvevieiiieiiie e 43
3.5.1.  Jenis dan SUMDEr Data...........cccouiieieiieriiienieieseeeeeeee e 43
3.6.  Validitas dan Reliabilitas ..........c..cooviiiiiiiiii e 44
3.6.1L  UJEValAItaS.....c.eoiieeiiciie ettt 44
3.6.2.  Uji RElADIlItaS ...c.oveeeieeeicecees e 46



3.7.  Teknik Analisis Data dan Pengujian HIpOteSIS..........cccovvereienciencnininnn 47

3.7. 1. Teknik MURIVArIAL .........cccoooiiiiiiieee e 47
3.7.2.  Structural Equation Modeling (SEM) ........cccocvoiiiniiiiiineneee 47
3.7.3.  Partial Least Square (PLS)........ccoooiiiiieiiiin e 48
3.7.3.1.  Evaluasi Outer Model (Model Pengukuran) ...........cccccevverieennnne. 48
3.7.3.2. Evaluasi Inner Model (Evaluasi Struktural) ..........ccccceovevviveieennnne 50
3.7.3.3. Importance and Performance Matrix Analysis (IPMA) .................. 50
3.7.4.  Uji Hipotesis dengan Uji T .......ccccoeiieiieii i 52
BAB [V e 54
HASIL PENELITIAN DAN PEMBAHASAN ..o 54
4.1. Karakteristik RESPONUEN .........cccoiiiiiiiieie s 54
4.1.1.  Jumlah RESPONAEN ......cc.ooviiiiiiiiece e 54
4.1.2.  Profil Demografi RESPONUEN ........cooviiiiiiiiiiiiirieeee e 55
4.1.2.1.  Jenis Kelamin ReSPONden .........ccccoovieiiiininiiiee e 55
4.1.2.2.  UMUIr RESPONUEN .....cviiiiiiieiieieiee et 55
4.1.2.3. Tingkat Pendidikan Terakhir Responden..........cccccoceviiininnnnnns 56
4.1.2.4. Pendapatan Per Bulan Responden............ccovoeeiinencnennnnnnnns 57
4.1.25.  Domisili ReSPONAEN .........ccveviiiiiiiecece e 58
4.1.3. Pengalaman Pengguna Maskapai Lion Air...........ccccevvevviveiveieennenn, 59

4.1.3.1.  Frekuensi Responden Menggunakan Maskapai Lion Air Dalam

SAEU TANUN . 59
4.1.3.2.  Alasan Utama Memilih Lion Air........cccooiiinniiiinnceneieens 60
4.1.3.3. Metode Pembayaran yang Digunakan............ccccceoerenenennninnnnns 61

4.2, HaSH Penelitian ........cocooiiiiiiiiiieee s 62
421, MOdel KONSIIUK .......oviiiiiiiiiiieciee e 62



4.2.2.  Pengujian Outer Model..........coooiiiiiiiiee 64

4.2.2.1.  Uji Validitas KONVEIgeN........cccoeiiiiiiiiiinieieicieese e 64
4.2.2.2.  Uji Validitas DISKrminan ..........ccccccevoiiiinineiccnese s 67
4.2.2.3.  UjJi Reliabilitas.........cccooiiiiiiiiiiic e 70
4.2.3.  Pengujian Inner Model ..........cccooveviiieiieiiie e 70

4.2.4. Pengujian Importance and Performance Matrix Analysis (IPMA).... 71

4.2.5.  Pengujian HIPOtESIS .....ccvveiviiieiii et 73
4.3.  Pembahasan Hasil Penelitian ...........cccoiiiininiiincc e 77
4.3.1. Pembahasan HipoteSiS 1 ........cccccveviiiiieiieie e 78
4.3.2.  Pembahasan HipoteSiS 2 ........cccccveviiieiieie e 78
4.3.3.  Pembahasan HIPOteSIS 3 ........cccoviiriiiiieie e 79
4.3.4.  Pembahasan HIPOtESIS 4 .......ccooiiiiiiiiienie e 79
BAB Ve 81
KESIMPULAN DAN SARAN ...ttt 81
5.1, KESIMPUIAN 1.t 81
5.2, SAIAN ...t 82
5.2.1. Saran Bagi Perusanaan...........ccoceeiiiiiiniiceeeee s 82
5.2.2. Saran Bagi Peneliti Selanjutnya............cccccoeviiieiieveccceece e 83
DAFTAR PUSTAKA Lttt 84
LAMPIRAN ...ttt ne e 91
1. Kuesioner PeNelitian ... 91
2. Lembar EXPert OPiNiON.........ccocvoiiiiieiiie et 97
3. Hasil Perhitungan dengan SMART PLS 3.0 ...cccooiiiiiiieiiiecc e 101

Xi



